KEEGAN WERLIN LLP

ATTORNEYS AT LAW
265 FRANKLIN STREET
BOSTON, MASSACHUSETTS 02 110-31 13 TELECOPIERS:
B17)951-1354

(617)951-1400 (617)951-0586

March 1, 2006

Mary L. Cottrell, Secretary

Department of Telecommunications and Energy
One South Station, 2™ Floor

Boston, MA 02110

RE: New England Gas Company, D.T.E. 06-24

Dear Ms. Cottrell:

Please find attached an original and three (3) copies of the 2005 Annual Service Quality
Report (“Report”) for New England Gas Company (“Company”). The Report includes data and
other information regarding the Company’s annual service quality performance for the period
ending December 31, 2005, as well as historical data supporting the Company’s comparison of
2005 performance with its past performance. The Report is consistent with the Company’s
Service Quality Plan (“Plan”) that was approved by the Department of Telecommunications and
Energy (“Department”) on April 17, 2002.

The Company will continue to track its service quality performance consistent with its
Department-approved Plan during 2006 and update its benchmarks where appropriate.

If you have any questions, please call me at your convenience. Please also direct any
correspondence to:

Kevin F. Penders, Esq.
Manager, Regulatory Relations
New England Gas Company
100 Weybosset Street
Providence, Rhode Island 02903
Direct: (401) 574-2212

Fax: (401) 751-0698
kevin.penders@negasco.com

[ Lot

ohn K. Habib
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CC:

Jody Stiefel, Hearing Officer

Joseph Rogers, Assistant Attorney General
Robert Sydney, General Counsel, DOER
Kevin Brannelly

George Yiankos

Kevin Penders
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New England Gas Company
Fall River Service Area 2005 Form A
Years in Database Mean'/
PENALTY:PROVISIONS (1) Benchmark Benchmark Deadband (2) Performance in 2005 Comments
Penaity Offset
Telephone Answering Factor % 4 36.15% 31.01% 41.29% 27.14% The percentage of all telephone calls from customers that
’ are handled within a 20 second time interval. Performance

data for Year 2005 represents the Company's first year
under an established benchmark for this measure.

Emergency Answering Factor % 4 NA NA 93.97% The percentage of emergency telephone calls from
customers that are handled within a 20 second time interval.

Service Appointments Kept % 4 99.73% 99.27% 100.20% 99.20% The percentage of service appointments met by the
Company on the same day scheduled. Performance data for
Year 2005 represents the Company's first year under an
established benchmark for this measure.

Meter Reads % 8 81.65% 79.46% 83.85% 83.50%

Consumer Division Cases 13 55.3 70.7 39.9 75.00

Bill Adjustments ($/1000 customers) 14 $24.27 $46.46 $2.07 $373.41

Lost Time Accident Rate (# of 14 2.35 6.24 -1.54 5.34

acc/200,000 employee hours)

Response To Odor Calls (%) 5 95% NA 99.65%

(1) Includes 2005 performance data.
(2) Created by adding/subtracting the standard deviations to/from the mean. - Threshold at which penalties/offsets will be applied.

2006 FRG section 1 form a.xls Sheet1 3/1/2006
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New England Gas Company
Fall River Service Area 2005 Form A
: Historical
ADDITIONAL: REPORTING . Years:in Database = Average/Mean Benchmark Deadband Performance in 2005 Commenits
Penalty Offset
Restricted Work Day (# of acc/200,000 NA NA NA 10.68
employee hours)
Property Damage > 5K (#) NA NA NA 0 The Company did not have property damage over $5,000 i
2005 in the Fall River Service Area.
Unaccounted for Gas (Mcf) NA NA NA 234,602
Capital Expenditures NA NA NA 3,952,039
Spare Component & Inventory Policy NA NA NA NA
Customer Surveys : Random Calls NA NA NA 5.02 Survey for residential customers who may or may not have
Residential Customers recently contacted the Company. Using a scale of 1 = very

dissatisfied and 7 = very satisfied; How satisfied are you with
the service you are receiving.

Customer Surveys : Recent Contacts NA NA NA 5.41 Survey for any customer who had recent contact with the
Company. Using a scale of 1 = very dissatisfied and 7 =
very satisfied; How satisfied were you with the service you
received.

Accidents NA NA NA 0 The Company did not have any accidents in the Fall River
Service Area in 2005.

Customer Service Guarantees NA NA NA 0 The Company did not miss any scheduled service
appointments and did not fail to notify customers of
scheduled service outages in the Fall River Service Area in
2005.

Staffing Levels NA NA NA 124

2006 FRG section 1 form a.xls Sheet1 3/1/2006



New England Gas Company

North Attleboro Service Area 2005 Form A
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- Years.inDatabase Mean/
PENALTY PROVISIONS () Benchmark Benchmark _ummuacm:am (2) Performance in 2005 Comments
Penalty Offset

Telephone Answering Factor % 3 NA NA 24.77% The percentage of all telephone calls from customers that are
handled within a 20 second time interval. Performance data
for Year 2005 represents the third annual data point. Therefore,
a benchmark is established for the 2006 filing.

Emergency Answering Factor % 3 NA NA 89.19% The percentage of emergency telephone calls from o:mgoamj
that are handled within a 20 second time interval.

Service Appointments Kept % 4 99.50% 98.80% 100.21% 98.20% The percentage of service appointments met by the Company
on the same day scheduled.

Meter Reads % 4 82.87% 81.13% 84.61% 83.70%

Consumer Division Cases 12 3.80 6.33 1.27 4.00

Bill Adjustments ($/1000 customers) 10 $21.00 $73.33 -$31.34 $0.00

Lost Time Accident Rate (# of 12 1.61 5.03 -1.82 0.00

acc/200,000 employee hours) *

Response To Odor Calis (%) 5 95.00% NA 98.70%

(1) Includes 2005 performance data.

(2) Created by adding/subtracting the standard deviations to/from the mean. - Threshold at which penalties/offsets will be applied.

2006 NAG section 1 form a.xls

Sheet1

3/1/12006
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New England Gas Company
North Attleboro Service Area 2005 Form A
N Historical

ADDITIONAL REPORTING Years in-Database: . Average/Mean Benchmark Deadbands Performance in 2005 Comments

Restricted Work Day (# of acc/200,000 NA NA NA 0.00

employee hours)

Property Damage > 5K (#) NA NA NA 0 The Company did not have property damage over $5,000 in
2005 in the North Attleboro Service Area.

Unaccounted for Gas (Mcf) NA NA NA 6,619

Capital Expenditures NA NA NA 409,207

Spare Component & inventory Policy NA NA NA NA

Customer Surveys : Random Calls NA NA NA 5.06 Survey for residential customers who may or may not have

Residential Customers recently contacted the Company. Using a scale of 1 = very
dissatisfied and 7 = very satisfied; How satisfied are you with
the service you are receiving.

Customer Surveys : Recent Contacts NA NA NA 5.16
Survey for any customer who had recent contact with the
Company. Using a scale of 1 = very dissatisfied and 7 = very
satisfied, How satisfied were you with the service you receive

Reporting of Safety Accidents NA NA NA 0 The Company did not have any accidents in the North Attleboro
Service Area in 2005.

Customer Service Guarantees NA NA NA 0 The Company did not miss any scheduled service
appointments and did not fail to notify customers of scheduled
service outages in the North Attleboro Service Area in 2005.

[Staffing Levels NA NA NA 4

2006 NAG section 1 form a.xis Sheet1 3/1/2006
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SECTION 2

Performance Review for Year Ending December 31, 2005
l. INTRODUCTION

In accordance with the directives of the Department  of
Telecommunications and Energy (the “Department”), the New England Gas
Company (the “Company”) hereby presents its annual service-quality
performance report (the “Report”) for the Fall River Service Area (“Fall River”)
and North Attleboro Service Area (“North Attleboro”) (together, the “Service
Areas’), based on service-quality data collected through December 31, 2005.
This Report is filed pursuant to the provisions of the service-quality plans (the
“SQ Plans”) approved by the Department on April 17, 2002.

The Report provides: (1) the Company’s 2005 performance data for each
service quality category required by the Department to be tracked: (2) historical
data supporting benchmarks for such categories; and (3) supporting information
and reports on certain service quality measures required by the Department to be
reported. The Company’s 2005 performance benchmarks for certain categories
were based on 10 years of data, and thus, the Company did not revise such
benchmarks for purposes of measuring 2005 performance.! In instances where
benchmarks have been established on less than 10 years of data, the Company
updated such benchmarks for 2006, as required by the guidelines established by
the Department in Service Quality Standards, D.T.E.99-84 (2001)
(“‘D.T.E. 99-84") 2

In addition, the Company has compiled data for the past three years
relative to Telephone Service Factor for North Attleboro, and thus, in this report
the Company establishes a performance benchmark for this category which will
be applied in the Company’s 2006 annual filing. The Company will continue to
establish and update its performance benchmarks as additional data become
available.

Those categories are: (1) Billing Adjustments (Fall River): (2) Lost Work Time Accident
Rate (Fall River and North Attleboro); and (3) Consumer Division Cases (Fall River and
North Attleboro).

Those categories are: (1) On-Cycle Meter Readings (Fall River and North Attleboro);
(2) Telephone Service Factor (Fall River); (3) Service Appointments Met (Fall River and
North Attleboro); and (4) Billing Adjustments (North Attleboro).




II. PERFORMANCE MEASURES

A. Customer Service and Billing Performance Measures

1. Telephone Service Factor

Under Section Il.A of the Company’s SQ Plans, the Company is required
to collect and report statistics on the percentage of telephone calls from
customers that are handled within a 20-second time interval. Until the issuance
of D.T.E. 99-84 on June 29, 2001, the Company had not compiled performance
statistics on the telephone-response time for either Fall River or North Attleboro.
As of September 2001, the Company began collecting data on the percentage of
telephone calls handled within 20 seconds for Fall River, including both
emergency and non-emergency calls. Tracking for North Attleboro non-
emergency calls began in January 2002, and in June 2002 for emergency calls.
Thus, as of December 31, 2005, there are three annual data points for North
Attleboro’s telephone service factor.

The Company’s benchmark for 2005 for Fall River was 36.15 percent.
Fall River's 2005 performance for this measure was 27.14 percent, which results
in a 25 percent penalty. Accordingly, a penalty of $11,816 for Telephone Service
Factor was calculated for Fall River for this performance measure.

North Attleboro’s 2005 performance for this measure was 24.77 percent.
The Company is not eligible for a penalty or an offset related to this measure
because a benchmark is being established in this filing for application in 20086.

2. Service Appointments Met on the Same Day Requested

Under Section I.B of the SQ Plans, the Company is required to gather
data on the percentage of service appointments met by Company personnel on
the same day requested. The Company began tracking performance on this
measure as of July 1, 2001.

Fall River's 2005 benchmark for this measure was 99.73 percent. Fall
River's 2005 performance for this measure was 99.20 percent, which results in a
25 percent penalty for this measure. Accordingly, a penalty of $11,816 for
Service Appointments Met was calculated for Fall River for this performance
measure.

North Attleboro’s 2005 benchmark for this measure was 99.50 percent
and its performance was 99.20 percent, which is within one standard deviation of
the benchmark. Accordingly, the Company did not incur any penalties or offsets
relating to this measure.



3. On-Cycle Meter Readings

Under Section 11.C of the SQ Plans, the Company is required to collect
and report data on the percentage of meters that are actually read by the
Company, monthly. The Company has established a benchmark for this
measure of 81.65 percent for Fall River, which has been re-calculated for 2006 to
include its 2005 performance for this measure. In addition, North Attleboro’s
benchmark, established in last year's filing, is 82.87 percent.

Fall River's 2005 performance for this measure was 83.50 percent, which
is within 1 standard deviation of the benchmark for this measure. Accordingly,
the Company is not eligible for a penalty or an offset related to this measure. As
detailed in Section 3, Appendix H, the benchmark against which performance in
2006 will be measured will increase from 81.65 percent to 81.88 percent.

North Attleboro’s 2005 performance for this measure was 83.70 percent,
which is within 1 standard deviation of the benchmark for this measure.
Accordingly, the Company is not eligible for a penalty or an offset related to this
measure. As detailed in Section 3, Appendix H, the benchmark against which
performance in 2006 will be measured will increase from 82.87 percent to 83.08
percent.

B. Customer Satisfaction Performance Measures

1. Consumer Division Cases and Billing Adjustments

Under Sections lll.A and B of the SQ Plans, the Company is required to
track the number of customer complaints for each Service Area filed with the
Department’s Consumer Division and the amount of billing adjustments per 1,000
residential customers based on data compiled and reported to the Company by
the Department.

Fall River's benchmarks for each of these measures were fixed in 2003
and 2002, respectively. Accordingly, as set forth in Section 3, Appendix H, the
benchmark for Consumer Division Cases relating to Fall River is fixed at 55.3
cases. The benchmark for billing adjustments for Fall River will remain fixed at
$24.27.

Fall River's 2005 performance for these measures was 75 cases and
$373.41 respectively. Fall River's 2005 performance for these measures results
in a 25 percent penalty for Consumer Division cases and a maximum penalty for
Billing Adjustments. Accordingly, penalties of $4,726 for Consumer Division
Cases and $18,905 for Billing Adjustments were calculated for Fall River for
these performance measures.



As set forth in Section 3, Appendix H, the benchmark for Consumer
Division Cases relating to North Attleboro is fixed at 3.8 cases. North Attleboro’s
measure relative to Billing Adjustments was set at $21.00 for calendar year 2005.
As of the end of 2005, however, the Company has 10 years of historical data for
billing adjustments in North Attleboro. Accordingly, the 2006 benchmark for this
measure was recalculated to include North Attleboro’s 2005 performance.
Therefore, a fixed benchmark of $18.90 is established for Billing Adjustments in
North Attleboro, and will be applied in the Company’s 2006 filing.

North Attleboro’s 2005 performance for these measures was 4 cases and
$0.00 for billing adjustments, each of which is within 1 standard deviation of the
respective benchmark for these measures. Accordingly, the Company did not
incur any penalties or offsets relating to these measures.

C. Safety And Reliability Performance Measures

1. Response to Odor Calls

Under Section V.A of the SQ Plans, the Company is required to submit
data on the percentage of Class 1 and Class Il odor calls that are responded to
within one hour. The Company began tracking this measure for the Service
Areas in January 2001. The Department has set an annual benchmark for the
Company of 95% performance for this measure.

The Company is pleased to report that its 2005 performance for this
measure was 99.65% for Fall River and 98.70% for North Attleboro. This
performance results in a maximum offset in Response to Odor Calls for both Fall
River and North Attleboro. Accordingly, an offset of $170,148 was calculated for
Fall River and an offset of $26,483 was calculated for North Attleboro for this
performance measure.

2. Lost Work Time Accident Rate

Under Section V.B of the SQ Plans, the Company is required to report on
the Incidence Rate of Lost Work Time Injuries and lliness per 200,000 Employee
Hours (the “Lost Time Work Accident Rate”), as defined by the U.S. Department
of Labor Bureau of Labor Statistics, for each Service Area. The benchmark for
this measure for Fall River was established in 2002 using 10 years of data. The
benchmark for North Attleboro was established in 2004 using 10 years of data.

The Company’s benchmark for 2005 for Fall River was 2.35. Fall River's
2005 Lost Work Time Accident Rate was 5.34, which is within one standard
deviation of the benchmark for this measure. Accordingly, the Company is not
eligible for a penalty or an offset related to this measure.

The Company’s benchmark for 2005 for North Attleboro was 1.61. North
Attleboro’s 2005 performance for this measure was 0.00, which is within one




standard deviation of the benchmark for this measure. Accordingly, the
Company is not eligible for a penalty or an offset related to this measure.
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Fall River Service Area

2005 Performance
Required Actual Penalty/ Results - 2005
Years Years Historical Offset  Maximum (3) No. of Penalty /
Measures History Available (2) Average Std Dev  Weight Penalty Observ. Variance Std Devs (Offset)
Customer Service and Billin,
% Calls Answered (1) 10 4 36.15% 5.14% 12.5% $47,263] 27.14% 9.01% 1.7529 $11,816
% Emergency Calls Answ. 93.97%
% Non-Emergency Calls Answ. 24.54%
% Service Appointments Met 10 4 99.73% 0.46% 12.5% $47,263] 99.20% 0.53% 1.1522 $11,816
% On-Cycle Meter Reads 10 8 81.65% 2.19% 10.0% $37,811} 83.50% 1.85% 0.8447 $0
Safety and Reliability
Lost Work Day Accidents 10 14 2.35 3.89 10.0% $37,811 5.34 2.99 0.7686 30
% Class I & II Odor Calls (4) NA 5 95% NA  45.0% $170,148] 99.65% 4.65% NA  ($170,148)
Consumer Division Statistics
Consumer Division Cases 10 13 55.30 15.40 5.0% $18,905 75 19.70 1.2792 $4,726
Billing Adjustments 10 14 $24.27 22.20 5.0% $18,905) $373.41 $349.14 15.7270 $18,905
Total 100.0% $378,107 ($122,885)

Notes

(1) Telephone statistic based on calls handled within 20 Seconds; includes abandoned calls.

(2) Includes 2005 performance data.

(3) Max penalty is incurred at 2 standard deviations from average

(4) Penalty/ (Offset) equal to 25% of max apply to each percentage point below/above 95% up to the max penalty.

(5) Two percent of calendar year 2005 T&D revenues . $378,107

Maximum Penalty / (Offset) $ 378,107

Performance__Reporting_MA_2006.XLS Filed_Section 2 FRG 3/1/2006



Measures

Customer Service and Billing
% Calls Answered

% Service Appointments Met
% On-Cycle Meter Reads

Safety and Reliability
Lost Work Day Accidents
Class 1 & 11 Odor Calls

Consumer Division Statistics

Consumer Division Cases
Billing Adjustments

Notes

Performance__Reporting_MA_2006.XLS

Fall River Service Area

Page 2 of 2

Historic Results

2004] 2003] " 2002] 2001 _ 2000]  1999]  1998] _ 1997]  1996]  1995]  1994] _ 1993]  1992] 1991
4029%  3040%  37.76%
99.20% 100% 100.00%
83.60% 77.10%  82.87%  83.00% 82.00% 81.00%  82.00%
0.63 227 063 272 0.00 0.65 0.66 0.00 2.11 0.63 1.93 171 13.09
99.90% 100%  99.29%  96.30%
101 65 50 50 74 72 78 55 45 56 44 29
$43.92 855 000 1265 5496 1109 2226 316 3042 1573 7157 1139 9.45
3/1/2006

Filed_Section 2 FRG



Measures
Customer Service and Billin

% Calls Answered (1)
% Emergency Calls Answ.

% Non-Emergency Calls Answ.

% Service Appointments Met
% On-Cycle Meter Reads

Safety and Reliability
Lost Work Day Accidents
% Class I & II Odor Calls (4)

Consumer Division Statistics
Consumer Division Cases
Billing Adjustments

Total

Notes

(1) Telephone statistic based on calls handled within 20 Seconds; includes abandoned calls.

(2) Includes 2005 performance data.

North Attleboro Service Area
2005 Performance

Page 1 of 2

Required Actual Penalty/ ] Results - 2005
Years Years Historical Offset Maximum (3) No. of Penalty /
History  Available (2) Average StdDev Weight Penalty Observ. Variance Std Devs (Offset)
10 3 NA 12.5% $7,356] 24.77% NA NA NA
89.19%
24.54%
10 4 99.50% 0.70% 12.5% $7,356] 99.20% 0.30% 043 % -
10 4 82.87% 1.74% 10.0% $5,885) 83.70% 0.83% 048 $ -
10 12 1.61 3.42 10.0% $5,885 0.00 1.61 047 § -
NA 5 95% NA 45.0% $26,483] 98.70% 3.70% NA § (26,483.23)
10 12 3.8 2.53 5.0% $2,943 4 0.20 008 §$ -
10 10 $21.00 52.34 5.0% $2,943 $0.00 $21.00 040 § -
100.0% $58,852 3 (26,483.23)

(3) Max penalty is incurred at 2 standard deviations from average
(4) Penalty/ (Offset) equal to 25% of max apply to each percentage point below/above 95% up to the max penalty.
(5) Two percent of total T&D revenue in 2005.

Maximum Penalty / (Offset)

Performance__Reporting_MA_2006.XLS

Filed_Section 3 NAG

$58,852

5 58,852

3/1/2006




Measures

Customer Service and Billing
% Calls Answered

% Service Appointments Met
% On-Cycle Meter Reads

Safety and Reliabilit

Lost Work Day Accidents
Class I & II Odor Calls

Consumer Division Statistics

Consumer Division Cases

Billing Adjustments

Performance__Reporting_MA_2006.XLS

North Attleboro Service Area

Page 2 of 2

Historic Results

2004] 2003] 2002] 2001 _ 2000] _ 1999] _ 1998]  1997] 1996 _ 1995]  1994] 1993
38.52%  41.48%

98.70% 100%  99.81%

80.90%  83.51%  84.20%

0.00 0.00 0.00 9.12 0.00 0.00 0.00 0.00 0.00 0.00 6.93
100% 100%  100%  100%

17 8 2 3 1 3 1 5 NA 6 2 7
$158.31 $0.00  $0.00  $216  $0.00  $0.00  $0.00  $0.00  $28.52

Filed_Section 3 NAG

3/1/2006
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SECTION 3

Other Reporting Requirements
L. Introduction
Pursuant to Section IV and VII of the SQ Plans, New England Gas
Company is required to report, on an annual basis, information regarding the
following indicators:
. Customer Surveys
o Restricted Work Day Rate;

. Unaccounted-for Gas;

. Damage to Company Property in Excess of $5,000;

. Major Capital Investments in Transmission and Distribution
Infrastructure;

o Spare Component Acquisition and Inventory Policy and Practice:
and

o Staffing Levels.

The Company is also required to report annually on customer payments
credited as a result of the Company’s Customer Service Guarantee Program.
This information is presented below and in the accompanying appendices to this
section. In addition, the Company has included as Appendix H updated historical
data that includes the Company’s 2005 performance data, and updated
benchmarks for 2006 performance, where benchmarks have not yet been fixed
for the term of the Company’s SQ plan.

. Non-Penalty Performance Measures

A. Customer Surveys (Appendix A)

Under Section IlI.C of the SQ Plans, the Company is required to conduct
and report the results of two consumer surveys regarding each Service Area:
(1) a customer satisfaction survey of a statistically representative sample of
residential customers; and (2) a survey of customers randomly selected from
those customers who have contacted the Company’s customer service




department within the year in which service is being measured. In 2005, the
Company used an outside research firm to conduct both surveys for the Fall
River and North Attleboro Service Areas. The results of the surveys are
presented in Section 3, Appendix A.

B. Restricted Work Day Rate (Appendix B)

Pursuant to Section VILA of the SQ Plans, the Company is required to
report the Restricted Work Day Rate for each Service Area to the Department on
an annual basis. The Restricted Work Day Rate is the Incidence Rate of
Restricted Work Cases Per 200,000 Employee Hours, as defined by the U.S.
Department of Labor, Bureau of Labor Statistics. The Company has provided
this information in Section 3, Appendix B.

C. Unaccounted-For Gas (Appendix C)

Pursuant to Section VIL.A of the SQ Plans, the Company is required to
report its Unaccounted-for Gas for each Service Area to the Department on an
annual basis. The Company’s current and historical data on this measure for
each Service Area is presented in Section 3, Appendix C.

D. Damage to Company Property (Appendix D)

Pursuant to Section VILA of the SQ Plans, the Company is required to
report, on an annual basis, property damage over $5,000 for each Service Area
that is reported to the Gas Pipeline Safety & Engineering Division. During 2005,
neither Service Area had property damage over $5,000. Accordingly, this
information is reported in Section 3, Appendix D.

E. Capital Expenditures (Appendix E)

Pursuant to Section VII.D of the SQ Plans, the Company is required to
report on an annual basis the capital investment approved and capital investment
completed in the Company’s transmission and distribution infrastructure.
Information regarding the total number- of projects and total expenditure for
capital projects for each Service Area, along with supporting information, is
presented in Section 3, Appendix E.

F. Spare Component and Acquisition Inventory Policy (Appendix F)

Pursuant to Section VII.E of the SQ Plans, the Company is required to
report on an annual basis its policy for identifying, acquiring, and stocking critical
spare components for its distribution and transmission system. The report is
provided in Section 3, Appendix F.



G. Staffing Levels (Appendix G)

Pursuant to Section IV of the SQ Plans, the Company will provide staffing
level information on an annual basis. The report is provided in Section 3,
Appendix G.

Il Customer-Service Guarantees

Consistent with Section XI of the SQ Plans, the Company instituted a
system of customer-service guarantees for the Fall River and North Attleboro
Service Areas as of January 1, 2002. Specifically, the Company will provide
customer guarantees for each Service Area in the amount of $25.00 for each:
(1) scheduled service appointments for which Company personnel are more than
four hours late; and (2) scheduled service outages for which the Company has
failed to notify affected customers. In 2005, the Company did not remit any
guarantees to customers in either the Fall River or North Attleboro Service Areas.
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Appendix A

Customer Survey Results
2005




New England Gas Company
2005 Customer Satisfaction Survey Results

Two groups of customers were surveyed:

1. Residential customers who may or may not have recently contacted the Company;
and

2. Any customer who had recent contact with the Company through the telephone
center or through a service call.

The samples for the survey were randomly selected to include customers in these two
groups. The statistical significance of the survey was 95% for the Fall River Service
Area, with a confidence level of +/-2.8. The statistical significance of the survey was
95% for the North Attleboro Service Area, with a confidence level of +/- 3.6.

The following questions were asked of customers:

Using a scale of 1 = very dissatisfied and 7 = very satisfied; How satisfied are you with
the service you are receiving from Fall River / North Attleboro Service Area.

Using a scale where 1 = very dissatisfied and 7 = very satisfied; how satisfied were you
with the service you received from the customer service department of Fall River/North
Attleboro Service Area?

The mean scores for Question 1 were 5.02 for the Fall River Service Area and 5.06 for
the North Attleboro Service Area. The mean scores for Question 2 were 5.41 for the Fall
River Service Area and 5.16 for the North Attleboro Service Area.
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~ Fall River
Restricted Work Day

Year Restricted Work-Day Rate
1996 7.04
1997 10.36
1998 11.17
1999 4.54
2000 5.22
2001 5.44
2002 8.26
2003 4.55
2004 3.80
2005 10.68
10-YR ‘

 Average ; i 711

2006 FRG Restricted Work Day Appendix B.XLS 10Yr_data_entry 2/27/2006
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~ North Attleboro
~ Service Area
Restricted Work Day

Year Restricted Work-Day Rate
1996 0.00
1997 0.00
1998 0.00
1999 0.00
2000 0.00
2001 0.00
2002 0.00
2003 0.00
2004 0.00
2005 0.00
10-YR Average 0.00

2006 NAG Restricted Work Day Appendix B.XLS

10Yr_data_entry

3/1/2006
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~ Fall River
- Service Area
Unaccounted Gas

Year Unaccounted Gas MCF
1996 60,495.9
1997 243,861.7
1998 118,355.6
1999 195,010.3
2000 530,629.6
2001 40,323.0
2002 374,568.5
2003 257,252.0
2004 327,659.0
2005 197,861.0

H0YR | i Sl e
_ Average 234,601.7
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~ Service Area
Unaccounted For Gas

Year Unaccounted Gas MCF
1996 6,384.0
1997 17,356.0
1998 19,597.0
1999 4,279.0
2000 8,487.0
2001 11,453.0
2002 7,772.6
2003 28,094.0
2004 38,214.0
2005 6,619.0

2 10-YR e

_ Average 14,8256
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New England Gas Company
Damage to Company Property

Neither Fall River nor North Attleboro had damage to Company Property greater than
$5,000.
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New England Gas Company

Spare Component and Acquisition Inventory Policy

The New England Gas Company (“Company” or “NEGas”) manages all inventory items
with the Oracle software application. The system provides the Company with one
integrated Materials Management software system for each of the Company’s service
areas, which are located in Fall River, Massachusetts, North Attleboro, Massachusetts,
Cumberland, Rhode Island, and Providence, Rhode Island. In addition, each location
shares a common part numbering sequence for inventory items for both distribution and
customer service requirements. As a result of corporate integration, the service areas
operate all warehouses with the same policies and procedures within the Materials
Management Department.

Stock Replenishment Practice

Best practices are incorporated into the inventory processes at the Company to assure
critical and routine items are in stock. Inventory is conducted utilizing the A, B, C
analysis method and inventory is ordered based on minimum, maximum and safety
inventory” levels the Company has assigned to each individual item. The Company also
has an Operations Purchasing Team comprised of the Purchasing, Materials
Management, Construction and Maintenance, Engineering and Customer Service
Departments which meet monthly to identify stock level changes in certain inventory
items due to seasonal business changes (i.e., repair clamps in winter) and large
projects. These combined processes allow NEGas to operate with optimum inventory
levels to support all construction maintenance and customer service requirements.

Integration of Inventory ltems

In an effort to standardize the service areas within the Company’s Materials
Management Department the Company has made great strides in bringing the inventory
to a more common platform. ltems such as plastic pipe, meters, clamps, meter bars and
other common industry items already standardized by the Company have allowed for
more cost-effective procurement and the benefit of being able to draw common parts
and critical items from one of four warehouses. The “Operations Purchasing Team”
noted above also continues the integration of inventory items within the service areas
and also evaluates new products and services offered in the industry.

Critical Inventory ltems

The Engineering and Construction and Maintenance Departments have identified critical
items for the Company’s distribution system. Items such as large cutoffs, clamps and
other parts are in stock at each warehouse for emergency purposes. If any critical
inventory is used it is replaced immediately to assure the Company’s emergency
inventory items stay at the assigned levels. If the Engineering or Construction and
Maintenance Departments identify new item(s) as critical, they will notify the Materials
Management Department and the item(s) will be ordered and stocked. In addition, the
Company networks with other utilities in the Northeast, New York and Pennsylvania as
necessary in obtaining critical items as a last resort.

! Safety inventory: one inventory item above the Company’s minimum inventory requirement.




With the processes and practices noted above, the Fall River and North Attleboro
Service Areas have been successful in maintaining all necessary items for emergency
and routine work. The continued integration of all the service areas will continue to
standardize and reduce the number of critical items required for all locations. In
addition, the Company will continue to monitor the best practices within the industry and
implement them as necessary to assure that it maintains a credible and accurate
inventory system.
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Appendix G
Page 1 of 2

Fall River
‘Service Area
Employee Count

Year Number of Employees

1997 177
1998 172
1999 169
2000 170
2001 160
2002 145
2003 141
2004 136
2005 124]

2006 FRG Appendix G.XLS 10Yr_data_entry 2/27/2006




Appendix G
Page 2 of 2

North Attleboro

Service Area
Employee Count

Year Number of Employees

1997 11
1998 14
1999 13
2000 13
2001 10
2002 5
2003 4
2004 5
2005 4

2006 NAG Appendix G Page 2 of 2.XL.S

10Yr_data_entry

2/27/2006
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Appendix H

2006 Benchmark
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